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ABSTRACT 
Public service delivery is a major challenge to governments in both the developing and developed 
worlds. Governments have used various strategies to enhance service delivery. These strategies 
have resulted in varying outcomes and levels of service delivery. In the Kenyan government, the 
strategies to enhance service delivery include: Results Based Management strategies, service 
charters, Information Communication Technology (ICT), performance contracting, and strategic 
plans. This study is an investigation of reforms in the Ministry of Immigration and Registration of 
Persons (MIRP), Kenya. The study sought to investigate the effects of Results Based Management 
on service delivery; to investigate the effect of strategic planning on service delivery in Kenya; to 
investigate the effect of ICT on service delivery in Kenya; and to investigate the effect of Business 
Process Re-engineering (BPR) in service delivery. This study utilized a descriptive research 
design where the researcher investigated and collected factual data to describe the situation or 
problem. Secondary data was sourced from document reviews. Data was analyzed as it was 
collected. The researcher classified the data in terms of the topic, themes and content. The broad 
topic and themes of the data collected was based on the research objectives of this study and 
included: use of Information Communication Technology, Business Process Re-engineering, 
Results Based Management, and strategic planning. 
The findings revealed that the department has utilized Results Based Management, strategic 
planning, Information Communication Technology, as well as Business Process Re-engineering 
tools in reforming public service delivery towards effectiveness and efficiency. Furthermore, this 
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study also revealed that the department has accrued various benefits as a consequence of these 
tools despite the challenges facing their implementation. According to the report, the reform 
programs have enhanced greater transparency in service delivery, improved accountability, 
responsibility in employees, enhanced policy coherence and strengthened capacity. these 
advantages are evident to the Department of Immigration. the study recommends that the use of 
Results Based Management, ICT and Business Process Re-engineering policies and changes 
should be implemented to improve service delivery in the Ministry of Immigration and 
Registration of Persons.  In addition, the study recommends the following further studies: the 
study should be replicated to other public organizations (agencies) to allow for comparison of the 
findings of this study; the study recommends research on the success of public organizations in 
achieving objectives of their strategic planning (this is based on the challenges identified facing 
strategic planning in the Department of Immigration); and, finally, this study recommends future 
research on the relationship between Business Process Re-engineering (BPR) and efficient service 
delivery. This study will provide insight to what extent BPR affects service delivery. 
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CHAPTER ONE: INTRODUCTION 
1.1 Overview 
Every government has the ultimate goal of providing services to its citizens. To enhance economic 
growth and development, governments must seek to enhance efficiency and effectiveness in public 
service delivery. This is because efficiency and effectiveness in public service delivery has been 
found to enhance economic growth and development (Kehinde and Olufemi, 2010). Therefore, 
most governments in developing and developed countries are in constant search of ways and 
alternatives to reform the public sector. 
1.2 Background to the Study 
Public service delivery is a major challenge to governments in both the developing and the 
developed worlds. Public service delivery, development and good governance are intertwined as 
they all have a critical impact on the quality of life of citizens (Besley and Ghatak, 2007).While 
per capita, Gross Domestic Product (GDP), income and other economic metrics measure quality of 
life in quantitative statistics, development, service delivery and governance provide a qualitative 
measure of quality of life in a country. 
The Medium Term Economic Recovery Strategy for Wealth and Employment in Kenya 
(2003/2007) identified reforms in the public service as critical in the achievement of the set 
objectives and goals. Furthermore, Kenya’s economic blueprint for the attainment of middle class 
income status by 2030 also referred to as Vision 2030 has identified public service reforms as 
critical in the attainment of development, good governance and ultimately economic growth. 
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To reform the public service, the government introduced programs such as performance 
contracting, strategic planning, customer service charters, rapid results initiatives, information 
communication technologies for service delivery and results based management systems 
(Ongachi, 2012). In addition, the transformation in the Kenyan public service has undergone a 
variety of strategies (Ntimama, 2005). These strategies include: 
 “Validation and operationalization of public sector values, ethics, core and managerial 
 competencies, public accountability mainstreaming, cohesive governance and leadership, 
 benchmarking of service delivery and strengthening of organizational management 
 systems and practices” (Ntimama, 2005). 
1.3 Problem Statement 
The biggest challenge affecting governments worldwide is improving the delivery of public 
service (Besley and Ghatak, 2007).  However, the most important function of a government is to 
provide services to its citizens. As a consequence, governments across the world are facing 
challenges on how to improve their governance, leadership and management structures to enhance 
service delivery. Furthermore, the attainment of government goals and objectives, for example, 
economic development and infrastructure growth is heavily dependent of the effective delivery of 
public services.  
Governments have used various strategies to enhance service delivery. These strategies have 
resulted in varying outcomes and levels of service delivery. In the Kenyan government, the 
strategies to enhance service delivery include: results based management strategies, service 
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charters, and information communication technologies (ICT), performance contracting and 
strategic plans 
This study is an investigation of reforms in the Ministry of Immigration and Registration of 
Persons, Kenya. 
1.4 Research Aims and Objectives 
 1.4.1 General Objectives 
The main objective of this study is to investigate public service reforms in public service delivery 
in Kenya. 
 1.4.2 Specific Objectives 
This study seeks to achieve the following specific objectives: 
1. To investigate the effects of results based management on service delivery. 
2. To investigate the effect of strategic planning on service delivery in Kenya.  
3. To investigate the effect of information communication technologies on service delivery in 
Kenya. 
4. To investigate the effect of business process re-engineering in service delivery. 
1.5 Scope and Scale of Research 
This study was conducted in the Ministry of Immigration and Registration of Persons in Kenya. 
The ministry is responsible for the registration of births, issuance of passports, identification cards 
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and work permits to residents and non residents. The study was conducted during July and August, 
2013 at the Ministry headquarters in Nairobi.   
1.6 Conceptual Framework 
This research sought to investigate the effect of various aspects of reforms on service delivery in 
the Department of Immigration. The specific reforms were as illustrated in figure 1 below. 
 
 
 
 
 
 
 
Figure 1.1: Conceptual Framework of the Study 
This study sought to investigate if initiatives such as results based management, strategic planning, 
information communication technology and business process reengineering had been utilized at 
the Department of Immigration in Kenya to enhance service delivery. 
Results Based Management 
Strategic Planning 
Information Communication 
Technology 
Business Process Re-
engineering 
Service Delivery 
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CHAPTER TWO: LITERATURE REVIEW 
2.1 Introduction 
The primary objective of any elected government is to provide services to its citizens. In addition, 
for countries to experience any meaningful growth the government of the day must provide service 
to its constituents (Kehinde and Olufemi, 2010).  
Governments across the world face the challenge of enhancing effectiveness and efficiency in 
service delivery. In fact, public service delivery is a major challenge facing most governments in 
the world (Otwoma, 2011). In view of these challenges, governments have put in place various 
measures aimed at enhancing the speed, efficiency, quality and mode of services offered to its 
citizens.  
The quality of life and standard of living for citizens of any country is directly dependent on the 
quality of public services rendered to its citizens (Besley & Ghatak, 2007).  Poor service delivery 
leads to slow macro economic growth and development. Furthermore, poor service delivery has an 
adverse effect on governance while citizens lose faith in their government. A consequence of poor 
growth, economic development and bad governance, is the living standards of citizens 
degeneration as measured by various econometric statistics such as incomes, gross domestic 
product (GDP) and per capita. 
According to Besley and Ghatak (2007), the delivery of any service must take into account all the 
policies and desired impact. Furthermore, the anticipated response from the citizens must also be 
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considered. As a consequence, service delivery in any country must find a way to shift from in-
looking bureaucratic systems, processes and attitudes to new innovative ways of service delivery 
that will meet the needs and aspirations of their citizenry. 
2.2 Public Service 
Public service can be defined as the provision of services and goods to satisfy the needs and wants 
of the citizens in a country (Dimmock, Gladys & Fox, 1983).  Otwoma (2012) defines public 
service as “a task of governance performed by bureaucrats within the government”.  Public 
services are the tasks undertaken by the government to ensure that citizens under its jurisdiction 
enjoy public goods and services. Public service can only be attained, through a methodological 
implementation of policies aimed at providing solutions to issues afflicting the citizens (Otwoma, 
2012).  
Schwella (1991) and Rosenbloom, Kravuch & Clerk (2009), in their definition of public services 
noted that it is a systematic process through which structures operate within a community to 
enable the provision of effective, efficient and successful implementation of policies. Milakovich 
(2006) notes that public service includes the sum total of all processes in an organization and 
individuals discharged with the duty of implementing laws and rules as spell out by the legislative, 
executive and judiciary arms of the government. 
For the purposes of this study, public service will include the processes, systems, structures and 
individuals involved in the provision of services to citizens by the government.  
9 
 
2.3 Results Based Management 
Results based management entails management strategies aimed at improving performance 
through achievement of set outputs, goals, impacts and outcomes (OECD/DAC, 2011). Results 
based management involves, “focussing on performance without compromising quality, rules and 
regulations rather than concentration on processes” (Otwoma, 2012). According to Otwori (2011), 
the results based management system gave rise to certain principles which were to be entrenched 
in the public service. These principles included:  
 Citizen - centred service delivery, results focused, accountability and transparency, 
 horizontal integration, performance measurement and stakeholder participation. 
The results based management systems also gave rise to the balance scorecard in the Kenya public 
service.  Results based management has been found to be a useful tool in enhancing service 
delivery. Countries such as Kenya which has adopted this tool, has won accolades across the 
world including the United Nations Award on Transparency and Accountability and the 
recognition by the Harvard School of Governance as top ten innovation in public service.  This 
study concludes therefore that, results based management is an important tool for enhancing 
service delivery in the public sector. 
2.4 Information Communication Technology (ICT) 
The use of ICT in the provision public services is what is commonly referred to as E-governance. 
According to the United Nations Public Administration Network (2010), governments across the 
globe are using e-government as a platform to improve service delivery to its citizens and 
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customers. The Government of Kenya has utilized ICT in the improvement, transformation and 
enhancement of service delivery in the public sector (Kenya Government E-government 
Department, 2004). However, Kenya has neither been successful nor fully realized its goals in the 
use of e-governance as a platform for service delivery (Otwoma, 2012).  Based on this studies and 
other literature, this study concludes that ICT provides a useful platform for governments to 
enhance efficiency and effectiveness in service delivery. 
2.5 Business Process Re-engineering (BPR) 
Business process re-engineering (BPR) is the, “fundamental change and radical redesign of 
business processes to achieve dramatic improvements in key performance indicators” (GBPR, 
2005).  Otwoma (2012) defines BPR as a strategic tool that entails rethinking and redesigning of 
processes in an organization to enhance effectiveness and efficiency in attainment of goals and 
objectives.  BPR includes the provision of data sharing mechanisms between government agencies 
and the provision of public service data to multiple organizations. Furthermore, BPR involves the 
identification, analysis and remodelling of an organizations business processes to enhance 
improvements in the delivery of service or performance. BPR is mainly concerned with improving 
the quality of service, cost reduction, profit maximization, customer satisfaction and acquisition of 
a competitive edge (Otwoma, 2012). 
Business Process reengineering is an important tool in enhancing service delivery especially in the 
public sector. Governments that dare to change, rethink or fundamentally restructure their public 
service are bound to reap the benefits of efficient and effective service delivery. 
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2.6 Reforms 
Oyugi (1994) defines reforms in the public sector as inventions when an organization needs to 
change.  Reforms are substantially different from normal and routine changes in the public 
administration. In view, hereof, the Kenyan government is making a concerted effort to transform 
and modernize its public service in an effort to enhance efficiency and effectiveness in the public 
sector.  
Over the years, countries across the world have experienced changes and restructuring in the 
public service. These changes and restructuring are aimed at enhancing the effectiveness and 
efficiency in public service delivery (Lufunyo, 2013). The focus on reforms in the public sector 
has been viewed as a deliberate effort by the governments to transform the structures, functions, 
policies on human resource management and the provision of legitimate institutional support for 
decentralization of government functions and processes (Pollit, 2003). 
Reforms in the public service are continuous processes which are undertaken in most developing 
and developed countries. It has gained prominence over the last two decades due to its perceived 
benefits of economic growth and development by countries. 
Reforms in the public sector have been driven by a number of factors. Some of the incentives to 
reforms in the public sector include: increased oversight by non-governmental organizations and 
civil society groups, increased demand for transparency, accountability and active involvement in 
decision making, a growing discord within the public over the levels of service delivery in the 
public sector and discomfort by citizens on resource management in the public sector (Njunwa, 
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2005).  In addition, Lufunyo (2013) noted that reforms in the public sector have been accelerated 
by concerns over “cost efficiency, performance management and decentralization of service 
delivery to the local citizens.”  
All across the world, governments have initiated public sector reforms as a rethink towards 
development and economic growth (Organization for Economic Cooperation and Development 
(OECD), 2005). According to Hood (2003), the new public management approach is a 
‘convergence’ of thoughts and initiatives by various governments towards reforming their public 
service. Reforms in the public sector were initiated in the OECD member countries but have been 
transferred into other countries under different circumstances and names (Hood, 2003). Some of 
the public sector initiatives across the globe include the National Performance Review of 1994 in 
the United States of America, the Citizens Charter of 2005, the Public Sector Reforms by the 
Common Wealth Secretariat and the Civil Service reforms initiated by the World Bank.  Between 
1980 and 2002, countries across the world experienced a shift in ownership patterns, organization 
structure and systems in the public service in both the developed and developing countries 
(Doherty and Horne, 2002). 
Africa has also experienced its own share of reforms in the public service. Reforms in the public 
sector in African countries gained momentum in the 1980’s and early 1990’s. According to Willis 
(2005), despite the increased focus of reforms in Africa, like the structural adjustment programs 
(SAPS) and New Public Management initiative, the impact of the programs on service efficiency 
and effectiveness has been low and not impressive. 
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The slow pace of reforms in African countries has led to establishment of new and alternative 
channels of enhancing reforms. Lufunyo (2013) writes that the international community has 
instituted measures such as strings attached loans and political pressure to ensure that African 
governments are instituting reforms.  The Bretton Woods institutions (World Bank and 
International Monetary Fund) have led the way in instituting conditional loans and pressure on 
African governments to institute reforms in the public sector. Some of the reforms pioneered by 
the Bretton woods institutions include: market liberalization, withdrawal of government from 
private business, decentralization of services, adoption of customer oriented policies and 
enhancing of a democratic space (Lufunyo, 2013). 
2.7 Public Service Reforms in Kenya 
In Kenya, public service reforms started in 1993 through the introduction of the civil service 
reform program. The initial program was implemented in three phases; 1993 – 1998 (aimed at 
downsizing the costs through layoffs, retrenchments, and retirements), 1998 – 2000 (further cost 
cutting measures including retrenchments and privatization), 2008 – 2012 which was geared 
towards transformation of the public service through result based management, introduction of 
strategic plans and charters, strengthening of institutions and capacity building (Otwoma, 2012). 
The third phase of the reform program was aimed at consolidating the gains made in the first two 
phases and acceleration of the attainment of millennium development goals and Vision 2030 
(Otwoma, 2012). The country is currently at this phase in the reform program. 
According to the Government of Kenya, reforms in the public service started immediately after the 
country gained independence. The institutional framework of the public sector was premised on 
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the Sessional Paper No. 10 of 1965 which sought to Africanize the public service and orchestrate 
land reforms with the aim of improving service delivery and performance (Government of Kenya 
(G.O.K.), 2010).  
In 1986, Sessional Paper No. 1 on economic management for renewed growth gave way for 
increased reforms in the public service. The Sessional paper outlined Structural Adjustment 
Programs (SAPs) aimed at minimizing government intervention and role in the provision and 
distribution of goods and services. It sought to give a wider role to the private sector in providing 
goods and services (G.O.K., 2010).   
The civil service reform program which was launched in 1988 was premised on reduction of costs 
(1st phase), performance improvement (2nd phase) and consolidation of gains made in phase 1 and 
2 (3rd phase) (G.O.K., 2010). It also sought to enhance productivity and efficiency in the public 
service.  
The election of a new government to office in the year 2003 brought about further reforms in the 
public sector. The Economic Recovery Strategy for Wealth and Employment Creation (ERS) 
established the concept of results based management in the public sector.  Under the ERS, several 
sectoral reforms were introduced to enhance service delivery. This included reforms in the water 
sector, health, governance, justice, law and order, land, education and gender reform programs.  
Further, several management reforms in financial management, procurement and human resource 
management were also established (G.O.K., 2010).   
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In 2004, the Government of Kenya through a Cabinet Memorandum introduced performance 
contracting, rapid results initiatives, service delivery charters and results based management as it 
intensified its efforts to reform the public sector. Through these reform initiatives, the government 
won several awards including the United Nations Public Service Award in Transparency, 
Accountability and Responsiveness in 2007.    
In its effort to achieve middle income economic status by the year 2030, Kenya has identified a 
motivated, well-trained and professional civil service as a key pillar. Therefore the government 
has intensified its efforts to implement results based management and performance contracting in 
an endeavor to achieve economic goals (G.O.K., 2010).  
2.8 Chapter Summary 
This chapter provided a brief background of the reforms in the public sector across the world, 
Africa and Kenya. The next chapter clearly defines the research methodology employed in this 
study. It provides details of the research design adopted, data collection, analysis, as well as 
interpretation. 
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                             CHAPTER THREE: RESEARCH METHODOLOGY 
3.1 Research Overview 
This chapter seeks to present the research framework that guided this study. Research 
methodology refers to the ways in which a researcher systematically solves a research problem 
(Kothari, 2004). It provides a framework through which alternative methods of research are 
selected and utilized in a study (Peter, 1996). The research methodology helped the researcher to 
determine the most appropriate methods or techniques which suited and was most relevant to the 
topic or problem under study. 
A research can adopt a quantitative, qualitative or mixed methodology approach. A quantitative 
approach focuses on the use of numerical data or data with numerical value to collect, analyze and 
present data (Bryman & Bell, 2011). A qualitative approach, on the contrary, focuses on the use of 
words and expressions in the collection and presentation of data while a mixed approach combines 
both qualitative and quantitative approaches in data collection and analysis (Bryman & Bell, 
2011). Maree (2007) noted that, in a qualitative research, the researcher seeks to understand the 
processes, as well as social and cultural contexts that explain behavioral patterns.  
A qualitative approach was adopted in this study as it allowed for adequate description of reforms 
in the Department of Immigration in Kenya. Specifically, the qualitative research approach allows 
the researcher to explain, in words, the how, where and when of reforms in the Ministry. 
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3.1.1 Epistemological Standpoint of the Researcher 
Epistemology is the researcher’s viewpoint of knowledge (Gerber, 2013). Knowledge can be 
classified into scientific or common depending on the various sources of knowledge. Sources of 
knowledge in epistemology include intuitive, authoritative, experiential, rational, revealed, 
systematic research and fortunate coincidence. This study was based on systematic research 
sources of knowledge. This is because data for this study was sourced from government 
publications, scientific researches, published books and academic papers published in peer 
reviewed journals. Further, the researcher based its findings on published reports only. 
Utilizing the skepticism theory of epistemology, the researcher posits that the use of information 
communication technology, results based management, business process reengineering, and 
strategic planning enhanced efficiency and effectiveness in service delivery in the Department of 
Immigration. 
3.1.2 Cosmological Standpoint of the Researcher 
Cosmology is a theory about one’s world view (Gerber, 2013). It is subjective to one’s knowledge 
and beliefs. The cosmological stand point of the researcher is that the Department of Immigration 
was ineffective and inefficient in service delivery. This is occasioned by the bureaucratic and 
manual systems, lack of accountability and responsibility in the Ministry and Government of 
Kenya, as a whole.  
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3.1.3 Ontological Standpoint of the Researcher 
Ontology is the theory of how people see themselves in relation to others (Gerber, 2013). 
Ontology seeks to explain how an individual's economic, educational, family and religious 
background influence perceptions of themselves in relation to others in the society  
The ontological standpoint of the researcher is that the low economic and resource base, coupled 
with inferior education and skills levels had a negative effect on the efficiency and effectiveness of 
service delivery. This can be translated to mean that, as a result of lack of resources and skilled 
personnel, the Department of Immigration has been unable to offer efficient and effective services. 
3.2 Research Design 
A research design is a blueprint that guides a researcher to come up with appropriate methodology 
choices within limited resources (Cooper and Schindler, 2003). It presents the arrangement of 
conditions for effective collection and analysis of data (Kothari, 2004).  There were various 
research designs at the disposal of the researcher which influenced the data collection techniques 
adopted. Figure 3.1 below presents a graphical representation of the research designs available to a 
researcher (Shajahan, 2005; Cooper and Schindler, 2003): 
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Figure 3.1: Research Designs and Data Collection Instruments 
Source: Cooper & Schindler (2003) 
The research designs at the disposal of researcher were: experiments, exploratory studies, 
explanatory designs, surveys, case studies, time and cross sectional studies, descriptive studies, 
and longitudinal studies. 
This study utilized a descriptive research design where the researcher investigated and collected 
factual data to describe the situation or problem. The justification for use of a descriptive design 
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was based on the criteria and objectives of this study. Zikmund (2003) noted that a descriptive 
research design was a systematic process through which a research collected data to answer 
questions regarding the correct status of a subject or describe a situation. Gerber (2013) noted that 
a descriptive research design was appropriate for use when the question or problem under study 
was describable, accurate, objective and had valid standards of comparison. Chandran (2004) 
pointed out that descriptive research designs are appropriate for use in a study as they provide a 
mechanism for effective interaction between the researcher and respondents in the study. 
Descriptive research designs provide an aura of confidence to the researcher as it allows for free 
responses and collection of uniform data which enhances comparison of the findings (Saunders, 
Lewis & Thornhill, 2003). 
This study utilized a descriptive research design to collect and describe the patterns and 
characteristics of reforms in the Department of Immigration, Kenya. The use of a descriptive 
research design allowed for exhaustiveness and mutual exclusiveness in the study. This means that 
all important elements of reforms in the ministry were identified and each element was 
unambiguously classified. In addition, a descriptive study allowed for detailed explanation of the 
elements of reforms. 
In the descriptive research design adopted in this study, the researcher sought data collected and 
analyzed by other scholars and researchers on reforms in the Department of Immigration. The 
findings of other researchers provided a meaningful comparison which was elaborated in this 
study providing a clear description of the stature and effectiveness of reform programs in the 
Department. 
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3.3 Data Collection 
Data collection involves the gathering of data to analyze and present findings of a study. A study 
can utilize primary or secondary data. Primary data is new data collected for the first time for use 
in a study while secondary data is data already collected, analyzed and used for other purposes 
(Blumberg et al. 2011). Primary data sources include: observation, interviews (in-depth, structured 
and unstructured), focus groups, and questionnaires (Bryman and Bell, 2011). 
This study utilized secondary data sourced from document reviews.  According to Gerber (2013), 
document reviews is the use of documents produced by an organization such as information, 
education and communication materials for staff, development partners and other internal and 
external stakeholders. Saunders, Lewis and Thornhill (2003) noted that secondary data can be 
collected from published and unpublished sources. Published sources of data include books, 
journals, periodicals and reports. On the contrary, unpublished sources of data include individual 
and corporate studies, theses, dissertations and other documentary data on the problem upon which 
research is to be conducted (Saunders, Lewis and Thornhill, 2003). 
Data for this study was collected from secondary sources such as books and publications on 
reforms: for example, Paul Otwoma’s book on Public Administration in Kenya, published journal 
articles and governmental reports on reforms by the Government Reform Strategy Department, 
The Public Sector Transformation Department and the Performance Contracting Department. In 
addition, data was sourced from unpublished sources such as theses and dissertations. 
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Further, this study sourced data on reforms from annual reports, magazine and conference papers 
prepared and presented by senior employees of the ministry. All these are accessible at the 
Department’s online website, www.immigration.go.ke and the e-governance website, www.e-
government.go.ke. 
The multiple sources of data are justified for use in this study because they enhance the reliability 
and validity of the findings. Gillham (2000) noted that the reliability and validity of a study is 
enhanced when data is collected from a variety of sources. Gillham (2000) concluded that one 
source of data is not sufficient to enhance the validity and reliability of a study. In view of this, the 
researcher sought data from published and unpublished sources of data. 
3.4 Data Analysis and Interpretation 
Data analysis involves the classification and segmentation of data collected into manageable sub 
sections based on similar themes, patterns, trends or relationships (Babbie and Mouton, 2001). 
This is important in the comprehensive understanding of the elements of the data. Babbie and 
Mouton (2001) noted that, “data analysis is the constitutive process involving the inspection of the 
relationships between concepts, constructs or variables and to determine whether there are any 
patterns or trends that can be identified or isolated, or to establish themes in the data”. 
According to Coffey and Atkinson (1996), data collection and analysis may take place 
simultaneously in qualitative researches. They argued that if no substantial analysis takes place as 
data is collected, the accumulated data will pose a challenge to the researcher in the process of 
data analysis.  
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In this study, data was analyzed as it was being collected. The researcher classified the data in 
terms of the topic, themes and content. The broad topics and themes of the data collected was 
based on the research objectives of this study and included: use of information communication 
technology, business process reengineering, results based management and strategic planning.  
Through the pattern-matching logic, the researcher classified the content of data collected in 
support of or against the use of each element of reforms in enhancing efficiency and effectiveness 
of service delivery in the Department of Immigration.  To confirm the data, the researcher required 
confirmation from more than two documents, authors or institutions. For instance, if the data 
collected was in support of use of strategic planning, it must have been supported by documents 
published by a different author, researcher or institution. 
3.5 Validation of Data 
To ensure that the findings of any study are accurate and consistent, the instruments or sources of 
data collection must be reliable and valid. Reliability refers to the degree to which various research 
instruments have the same findings or results after several trials (Mugenda and Mugenda, 2003).  
The level of reliability in a study is influenced by the random error of the study. According to 
Mugenda and Mugenda (2003), this refers to “the deviation from a true measurement due to issues 
or factors not adequately addressed by the researcher”. Data validation for this study was done 
using triangulation.  
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3.6 Communication of Knowledge 
Knowledge and information learned in this study was communicated through a research report 
compiled and presented to the Nelson Mandela Metropolitan University.  The knowledge gained 
was presented in the form of new concepts and typologies. According to Hammersley and 
Atkinson (1995), qualitative researchers must document the scenes of documented data through 
“conceptualization”. Conceptualization is the creation of an imagery of the scene by the researcher 
using their own words.  
In addition to listing concepts in the study, the researcher provided a framework that related them 
to each other through typologies as noted by Shaw and Shaw (1997). The development of 
typologies allowed for the establishment of relationships and better understanding of various 
elements of reforms and service delivery. 
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                                   CHAPTER FOUR: RESULTS AND FINDINGS 
4.1 Introduction 
This chapter presents the findings of the study based on data collected from secondary sources. 
Data for the study was collected from documents in the Department of Immigration as well as 
those of other government agencies; for example, the E-government Department, the Information 
Communication Technology (ICT), Board, the Public Service Commission, The Civil Service 
Reform Department, thesis, dissertations, books and conference papers.  Though the study focused 
on the Department of Immigration, most of the studies on the Department were based on the 
Ministry of Immigration and Registration of Persons (MIRP), which was the parent Ministry until 
May, 2013. 
This chapter was divided into 6 sections: a brief background of the Department, results based 
management, strategic planning, information communication technology, business process re-
engineering and a summary of the findings. 
4.2 Department of Immigration 
The Department of Immigration has shifted its parent ministry since independence. On gaining 
independence, the Department was placed under the Ministry of Home Affairs and was transferred 
to the Office of the President (1970’s) before shifting to the Ministry of Constitutional Affairs 
(1980’s), back to the office of the President (1990’s) and Ministry of Home Affairs (2003). In 
2005, the Department was placed under the Ministry of Immigration and Registration of Persons. 
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The Immigration Department was carved out of the larger Ministry of Immigration and 
Registration of Persons through Presidential Circular No. 1 of 2013 which reorganized the entire 
Government of Kenya. The Department of Immigration was placed under the Ministry of Interior 
Coordination and Provincial Administration while the Department of Civil Registration was 
moved to the Attorney General’s Office. 
The Department of Immigration is charged with the duty of controlling the entry and residence of 
foreigners in the country.  
4.3 Results Based Management 
Results Based Management refers to a systematic approach through which, “key integrative 
strategy and mechanism are linking employees goals and responsibilities to the objectives of the 
organization while integrating major interventions such as appraisal, rewards, service delivery and 
organization performance” (Njoki, 2011).  
Otwoma (2011) defined results based management, “as a process that shifts from concentration on 
processes to focusing on results without compromising standards, quality, rules and regulations”. 
Results Based Management (RBM) in the Department of Immigration was implemented as part of 
the larger public sector reforms implemented in the Government of Kenya. RBM was established 
as part of the Cabinet Memorandum of 2004 for the establishment of a results based management 
secretariat which coordinated, supervised and enacted an institutional framework for results based 
management in all the government Departments, agencies and ministries (Otwoma, 2011; Nanji, 
2007 ; RBM Guide, 2006 ; PSRDS, 2010). 
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RBM focuses the public sector agency on the delivery of tangible results, clarifies programme 
clients and their needs/problems, and promotes systematic performance analysis and 
benchmarking to drive programme performance and improvement. It emphasizes value for money, 
move agencies away from input-driven incremental budgets towards results-driven performance 
budgets, from workload and activity- completion personnel performance towards results-oriented 
performance and from activity and output-based monitoring to outcomes and impact evaluation. 
Unlike the “business as usual” approach in the traditional implementation-focused systems, the 
Results Based Management system calls for institutions to take responsibility for their actions and 
demonstrate the impact of that action. It requires organizations to articulate how public funds will 
be spent on services and products that have an impact on people's lives, monitor how effectively 
and efficiently these programmes work, and take action to improve programme results.  
Some of the benefits associated with the use of results based management in the public sector 
included: improvement in efficiency and quality of services delivered to the public including 
registration of births, individuals and businesses, provision of identification documents for 
individuals and businesses, provision of travel documents, automation of revenue collection and 
payment systems and reduction of red tape in service delivery (G.O.K., 2013). Other benefits 
included: institutionalization of performance oriented culture, enhanced accountability to results, 
improved planning, budgeting and implementation of programs, empowerment of citizens to 
demand value for money and improved delivery of national development goals (G.O.K., 2013). 
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Some of the activities and programs implemented as part of results based management in the 
Department of immigration included: rapid results initiatives, performance contracting, capability 
reviews, results based budgeting and performance appraisal (Njoki, 2011 ; Otwoma, 2011). 
4.4 Rapid Results Initiatives 
Rapid results initiatives have been deployed in the overall Kenyan public sector through budgetary 
and technical expertise support of the World Bank (Marwa, 2011). Rapid results initiatives are 
almost similar across all ministries in the government of Kenya except that they are customized to 
fit the ministerial goals and duties. Rapid results Initiatives or approach as it is commonly referred 
to, revolved around enhancing the efficiency and effectiveness of service delivery within 100 days 
(Obongo, 2008).  
However, in some ministries e.g. Department of Immigration, it has been expanded to include a 
robust tool for transforming service delivery through the alteration of process, establishing a result 
based management culture and establish public service values which support the attainment of 
economic recovery strategy, the millennium development goals and Vision 2030 (Obongo, 2008). 
Rapid Results Initiatives (RRI) in the Department of Immigration was developed to accelerate the 
implementation of activities and programs in the Department. As part of RRI, the Department 
recruited consultants to develop an implementation framework and to train the employees on the 
needs, guidelines and practices of RRI (Njoki, 2011). In 2005, the Department of Immigration 
sought to reduce the number of days it took to issue travel documents such as passports, 
identification documents such as identity cards, working permits and approval as part of the rapid 
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results initiative. Furthermore, the Department established specific values that guided the delivery 
of services to citizens and stakeholders in the Ministry.  
According to the WBIFP (2003), rapid results initiatives  rolled out across  all ministries in Kenya 
(including Department of Immigration) supported the, “unleashing of existing capacity through 
strengthening accountability at all levels, creating goal oriented strategies ,accelerating learning 
and discovery process of capacity issues”. The process of rapid results initiatives in the 
Department took a 4 phased model (which was similar across all ministries). The model included:  
Shape Phase – involved planning for the initiative, establishing leadership support and goodwill, 
mobilizing of support and resources and identifying the leadership, supervisory and monitory 
structures of the initiative (Obongo, 2008). 
Launch Phase – was a session led by the consultant that initiated the RRI initiatives i.e. 
implementation phase (Obongo, 2008; Marwa, 2011; Njoki, 2011). 
Management Process Phase – was the process which involved review of the mid-term goals, 
undertaking of corrective measures and establishment of solutions to challenges encountered 
within a 100 days space (Obongo, 2008; Marwa, 2011; Njoki, 2011). 
Scale Up Phase – In this phase the process of RRI was scaled up to other problem areas and 
services of the Department. However, the scale up level was influenced by the availability of 
resources and level of services discharged by a Department (Obongo, 2008; Marwa, 2011; Njoki, 
2011). 
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As a result of rapid results initiatives in the Department of Immigration the efficiencies in service 
delivery was enhanced. Table 4.1 below gives a brief overview of some of the critical services of 
the Department and how RRI enhanced their discharge. 
In addition, the RRI initiatives led to the formulation of core values that guided service delivery in 
the Department of Immigration. The core values identified in the Department were: 
1. Professional integrity and excellence 
2. Transparency and accountability 
3. Zero tolerance to corruption 
4. High standards of safety and security 
5. Discipline and courage 
6. Teamwork 
7. A strong commitment to quality customer service 
8. Respect for the human rights 
9. Fairness and Impartiality 
10. Timely, efficient  and ethical service delivery 
Table 4.1: Impact of Rapid Results Initiatives 
Services TIME TAKEN 
Before RRI After RRI 
Issuance of new travel documents   
Passports 30 days 8 days 
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East African Passports 15 days 4 days 
Replacement of passports 15 days 4 days 
Issuance of diplomatic passports 14 days 8 days 
Issuance of Temporary Travel Permits 2 days 30 minutes 
Issuance of National Identify Cards (Nairobi 
and Its Environs) 
30 days 16 days 
Issuance of National Identity Cards outside 
Nairobi 
90 days 26 days 
Replacement of lost national Identity cards 
(Nairobi and its environs) 
30 days 16 days 
Replacement of Lost national identity cards 
(outside Nairobi) 
90 days 26 days 
Issuance of civil servants identity cards 1 day On the spot 
Issuance of Birth and Death Certificates 7 days On the spot 
Response to refugee issues 3 months 1 – 14 days 
Attendance to visitors  Within 5 minutes 
Dealing with complaints and grievances  Within a week 
Sources: Obongo (2008); Marwa (2011); Njoki (2011) 
Despite the imperative success of RRI’s in the Department of Immigration; for example, it 
enhanced efficiency and effectiveness in service delivery; several challenges have hampered its 
implementation. According to SR&MC (2010), the lack of understanding of the goals, visions and 
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mandate of the RRI initiatives led to ambiguities in employees and stakeholders leading to 
confusion. Other challenges identified included: inadequate planning, preparation of employees 
for RRI especially through mentoring, lack of monitoring and supervisory capacity, and lack of 
dispute resolution mechanisms within the program.  
Similarly KACC (2007) identified that RRI’s implementation suffered from various challenges 
key among them being sustainability of the program. Waal (2010) had similar observations. Njoki 
(2011), on the other hand, identified the lack of a reward based system in the RRI as a key 
challenge to its implementation and uptake in the Department of Immigration.  
4.5 Performance Contracting 
Performance contracting is a performance management tool used to align individual goals to 
organization goals through mutual agreement on responsibilities and accountability (Meyer, 
2002). Performance contracting has been implemented across ministries and state agencies in 
Kenya.  
Performance contracts within the Department of Immigration are freely negotiated and agreed 
upon agreements on performance between the government and the state agency or Ministry 
(PSTPCP, 2010). As part of performance contracting within the Department of Immigration, 
agreements and consensus on the duties, responsibilities and goals of each party were made. 
Performance contracts were tied to the strategic plans of the ministry i.e. the strategic plan 
provided details on the goals, duties and responsibilities of while performance contracts acted as 
tools to ensure accountability for results and measurement targets (G.O.K. 2010). 
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In the Department of Immigration, performance contracting was implemented through the 
development of strategic plans, human resource performance appraisal systems, annual work 
plans, service charters and RRI (G.O.K., 2012). Hereafter, documents detailing the services and 
goals of the Department, units within the Department were required to develop goals which in turn 
led to development of individual goals. 
Performance contracts in the Department of Immigration were basically built upon the strategic 
plan of the Department. The strategic plan detailed simple, measurable, achievable, realistic and 
time bound goals for attainment by the Department. To validate the performance targets set in the 
Department, performance contracts were signed between the Department and the Ministry of 
Public Service with the Ministers and Permanent Secretaries being the principal signatories. After 
the signing of the performance contracts at the ministerial level, each unit within the Department 
set its own goals in line with the overall goals of the Department which were agreed upon and 
signed by the Heads of Units and the Permanent Secretaries.  
Individuals in the Department were also required to set goals in the unit which were signed by the 
individual employees and the Head of Units or Immediate Supervisors (Njoki, 2011; G.O.K. 
2012). Essentially, performance contracting in the Department took a cascading effect i.e. from 
top to bottom (Kiruthu, 2008). 
After the agreement upon set performance targets, review of performance contracting was done on 
a year basis at the Department of Immigration (Njoki, 2011). Review of performance contracting 
was undertaken through performance appraisals. Performance appraisals were annual reviews of 
performance of employees, units and the Department in relation to set targets within the 
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performance contracts. Employees in the Department of Immigration were required to be 
appraised at the end of each fiscal year for their performance by their immediate supervisors. 
Similarly, units within the Department were required to be appraised by the head of Department 
while the Department was appraised by the Accounting Officer (Principal Secretary) (Kiruthu, 
2008; Gaceri, 2010; Njoki, 2011). 
Annual performance reports from the Department of Immigration were included in the Annual 
Performance Evaluation report of Public Agencies published by the Office of the President. As an 
indication of effectiveness of performance management in the Department, it has consistently 
performed well i.e. among the first five ministries or agencies since the Financial Year 2005/2006 
(Office of the President, 2006; Kiruthu, 2008; Njoki, 2011). 
While the implementation and success of performance contracting has been enumerated by a host 
of authors, other scholars identified challenges affecting the implementation of performance 
contracts within the Department of immigration. According to Gaceri (2010), factors that affected 
the implementation of performance contracts in the Department of Immigration were: lack of 
integrity amongst employees and managers, rigid leadership and management styles, indiscipline 
among employees, poor planning and budgetary allocation for performance contracting in the 
Department. 
Kiruthu (2008) identified insufficient timelines for the implementation and undertaking of 
activities as a major challenge affecting performance contracting in the Department of 
Immigration, Other challenges included: shortage of staff at the Unit and Department level due to 
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challenges in planning and transfer of employees directly involved in the implementation of 
performance contracts. 
Despite the challenges facing the implementation of performance contracts, they have enhanced 
service delivery in the Department of Immigration. According to Kiruthu (2008), performance 
contracting in the Department has enabled greater accountability in employees as they are tied to 
performance targets. Njoki (2011) concluded that performance contracting in the Department of 
Immigration has led to enhanced top level management commitment, enabled the Department to 
document it achievements, reduced the customer service turnaround times, and as such it increased 
the number of citizens enquiring for services within the Department. It was upon these findings 
that Kiruthu (2008) concluded that, “performance contracting has made the civil service more 
focused and result oriented” 
4.6 Strategic Planning 
Strategic planning is a process through which an organization sets a series of smart target plans 
and missions aimed at propelling the organization towards achievement of various goals and 
visions (Felix et al., 2004).   
The formulation and implementation of strategic plans in the Department were part of the overall 
government efforts to reform the public sector. According to Gacheri (2012), strategic planning in 
the Department of Immigration (then the Ministry of Immigration and Registration of Persons) 
commenced in the year 2008.  
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The plan was to develop a comprehensive list of goals, vision, missions, programs, activities and 
strategies to enhance service delivery to the citizens of the Department. Specifically, the 
Department sought to reduce the time taken to offer services to citizens needing personal 
identification and travel documents (Gacheri, 2012). 
At the strategy formulation stage, the Department of Immigration detailed all its services, what it 
seeks to achieve, the national goals of the country (as listed in the vision 2030) and strategies to 
improve on service delivery. 
According to Kibicho (2011), the strategic formulation process at the Department entailed 
identifying the Departments’ mandates, setting of strategic vision and mission, capacity analysis 
and scans, identification of strategic concerns and formulation of strategies to manage bottlenecks. 
The Department later published the strategic plan for information to stakeholders of the 
Department. 
The mode taken in strategic planning on service delivery in the Department of Immigration was 
through various qualities of the Department. These attributes included: the organization structure, 
resources, the culture of the Department, policies and procedures, core competencies, leadership 
styles, information communication technologies in place, skills and the mandate given to the 
Department as per the Presidential Memorandum No. 5 of 2008 (Gacheri, 2012). 
The strategic plan of the Department included: the background of the Department, its role, 
strategic model, coordination framework, the ministerial capacity requirements, the resource 
flows, accountability and risk concerns, performance management framework, monitoring and 
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evaluation (G.O.K., 2013). The role of the Department shed light on the vision, mission, core 
values, mandates and functions of the Department. 
The Accountability and Risk section of the plan presents the performance review mechanisms, the 
environmental analysis results; that is, Political, Economic, Social Technological (PESTEL) and 
Strengths Weaknesses, Opportunities, Threats (SWOT) and the risk analysis. 
The strategic model spells out the strategic issues of the Department and the objectives of each 
strategic issue. The capacity requirements section compares the available capacity vis a vis the 
required capacity for the attainment of goals identified in the plan. It is a representation of human 
and financial requirements of the Department. The performance management framework, 
monitoring and evaluation section presents the policy, legal, institutional reforms, plan 
implementation as well as monitoring and evaluation mechanisms (G.O.K., 2013). 
According to Gacheri (2012), strategic planning in the Department has been critical in enhancing 
service delivery in terms of efficiency and effectiveness through factors such as clarity of goals, 
mandates, vision and responsibilities of the Department. 
Furthermore, strategic planning has enabled the Department to effectively plan and budget for its 
resources towards attainment of set goals. In addition, strategic planning has driven service 
delivery in the Department through: enhanced customer service and satisfaction, improved service 
quality, reduction in customer service turnaround times more focus by the Department on citizens 
(Gacheri, 2012).  
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Similarly, the Government of Kenya Report on Strategic Planning (2013) concluded that, strategic 
planning achieved various outcomes in most government agencies. The outcomes included: 
improved service delivery to citizens, transparency and accountability in service delivery, 
realization of organization mandates, and empowerment of citizens through provision of customer 
redress mechanisms (G.O.K., 2013). 
Gacheri (2012) identified various challenges associated with the implementation of strategic 
planning in the Department of Immigration. Rigid organization structure, policies and rules of the 
government had proved a stumbling block towards strategic planning in the Department 
Furthermore, the Department lacked adequate resources to effectively implement, monitor and 
evaluate the performance of the Department as presented in the strategic plan .Other challenges in 
strategic planning included: the lack of up to date technology (equipment, skills and infrastructure) 
to implement the strategy and the absence of a link between performance setting, attainments, 
monitoring and evaluation (Gacheri, 2012). 
4.7 Information Communication Technology 
The Department of Immigration has used Information Communication Technology (ICT) in the 
delivery of services. Use of ICT in service delivery in the Department is primarily driven by the 
Directorate of E-Government in Kenya, The ICT Board of Kenya and the Vision 2030 Secretariat. 
However, these institutions work in partnership with the individual Departments to assess the ICT 
needs and requirements.  
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According to the Directorate of E-Government Report on use of ICT in the public sector (2012), 
the Department has made great strides in automating its services through use of ICT. The 
Department has used Wide Area Networks, Local Area Networks, the internet, mobile devices, 
computer software applications and information management systems to enhance service delivery 
(Kihara, 2010).  
In 2012, the Department sought to replace the obsolete National Registration Management 
Information Systems used to store information of all registered citizens in the country (G.O.K., 
2012). This is an indicator of the use of ICT in service delivery. 
Kihara (2010) identified a variety of tools and technologies used in the Department of Immigration 
this include internet , the Department website ( www.immigration.go.ke)  to detail the services it 
offers, where to access them ,costs implications, contact information and   requirements for service 
delivery (Kihara, 2010: G.O.K., 2013).  
In addition, the Department of Immigration has leveraged on the power of mobile services to offer 
services to citizens. According to the Department, citizens and non citizens could simply track the 
status of their application, by sending a short text message with their receipt number to a code 
provided by the Department and receive notification on the same (G.O.K., 2013).  
Kihara (2010) noted that the Department of Immigration has utilized technology to produce 
durable, easily recognizable and secure documents of travel and identification. The use of ICT has 
ensured that the documents are not easily copied as they have enhanced security features. 
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Some scholars have criticized the use of ICT in the Department of Immigration as too shallow to 
have any effect on service delivery. According to Mwacharo (2013), the Department has not 
leveraged on available technology to enhance service delivery. Most of the processes of the 
Department are manual while the Department has not used ICT to decentralize its databases. 
 Mwacharo (2013) noted that most employees and citizens of the Department of immigration were 
not aware of any use of ICT in service delivery. Processes such as application of identity cards and 
passports were a manual process.  
There was no use of technology in taking of or transmitting of finger print impressions. These 
were some of the reasons leading to delays in production of documents and services to citizens. 
In addition, there was only one production centre for documents based in Nairobi,  which also 
hosted the database. As a consequence, offsite locations were not connected to the centralized 
database leading to delayed service delivery.  
Most of the literature on use of ICT is focused in the delivery of services e.g. provision of identity 
and travel documents. The low uptake of ICT especially in the document processing stage can be 
attributed to the huge outlays required to develop a complete system for processing of data. 
According to Kajwang (2012), the government required approximately Kenya shillings 40 billion 
an equivalent of US$ 500 million to automate the process of issuing travel and identification 
documents. Therefore, the government was implementing the process in a gradual process rather 
than instantaneously.  
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This could be the reason for the low uptake of ICT in service delivery.  However, the government 
had put in place measures to ensure the production of 3rd generation identification cards and 
passports that integrated other personal information including: pension numbers, driving license, 
health insurance and other personal information. This program is expected to take shape in the 
year 2015 
Despite the valid reasons fronted for the low use of ICT in service delivery, the Department is 
below par in the use of ICT in service delivery. Specifically, the Department has not utilized ICT 
to enhance customer satisfaction through platforms such as social media or create an online 
resource for citizens to make complaints, enquiries and applications.  
No literature exists on the use of social media in service delivery. Furthermore, the Department 
does not have accounts in any of the social media outlets as information portal. The website of the 
Department is merely information based i.e. it just provides information to the citizens but does 
not provide communication mechanisms with citizens e.g. the use of instant messaging tools on 
the websites. 
4.8 Business Process Re-engineering 
Business process reengineering (BPR) refers to the rethinking and redesigning of the processes of 
an organization with the key aim of improving specific indicators such as transaction times, 
profits, costs, quality and customer satisfaction (Global Business Process Reengineering 
Secretariat, 2005).  Literature on the use of business process reengineering in the Department of 
Immigration was wanting as well as in the public sector as a whole. 
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Otwoma (2011) noted that business process reengineering was rarely used in the public sector in 
Kenya. In the past, the private sector has been using BPR more in enhancing performance and 
provision of value to customers in comparison to the public sector. However, the government had 
started taking note of the benefits and value additions accrued from incorporating BPR in its 
efforts to reform the public service and some Ministries and Agencies have adopted it. 
Ndambuki (2011) a former Minister for Public Service in Kenya noted, the use of business process 
reengineering was very limited in public agencies and ministries in supporting their operation 
processes and enhancing service delivery. The government was redesigning its service provision 
processes taking into consideration citizen needs and global competitiveness (Otwoma, 2011).   
Some of the BPR interventions made in the Department of Immigration included the integration of 
ICT in service delivery, the restructuring of the organization to make it lean and efficient in 
service delivery. They also include efforts to decentralize service delivery in the Department, 
separating the provision of the different types of travel documents by creating specific counters for 
each document, reducing the requirements for service provision through removal of the bond 
required for provision of passports, as well as training of employees to become efficient in service 
delivery (G.O.K., 2013).  
Furthermore, the Department created awareness and education platforms to citizens on the 
requirements for service delivery and costs implications as part of BPR. Finally, the Department 
re-organized its structure to ensure that the vision, mission, core values, mandates, objectives and 
programs are well known and communicated to employees and citizens (G.O.K., 2013). 
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 The Department of Immigration decentralized it service provision centres in an effort to enhance 
service delivery (G.O.K., 2013). According to the Department’s annual report, the Department 
initially provided its services at urban centres and points of entry and exit (airports, national border 
points and seaports). 
However, the Department had decentralized its service provision centres to all district 
headquarters within the country hereby increasing access to services by citizens and other service 
seekers (Muriithi, 2010). The decentralization of service provision centres was an administrative 
reform process that led to reduction in the congestion of service points and time lines for service 
delivery in the Department.  
The use of BPR in service delivery has led to increased customer satisfaction, increased service 
quality, reduction in customer service turnaround times, clarity of goals, mission, vision and 
mandates to employees as well as enhanced employee commitment (G.O.K., 2013). 
Moreover, the Government was in the process of implementing transformative leadership as a 
BPR strategy in the entire public sector. As part of transformation leadership the government is 
concentrating on its human resource capital to drive efficiency and effectiveness in service 
delivery (G.O.K., 2013).  
The Government is developing a modern, vibrant, non-partisan public service with enhanced 
flexibility and creativity. As part of the program, the government intends to attract, retain and 
motivate talented and dedicated employees who are committed to efficient service delivery  
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The push towards transformation leadership was driven by challenges facing the various aspects of 
public sector reforms e.g. performance contracting, strategic planning, use of ICT and results 
based management (G.O.K., 2013). Some of the challenges identified driving transformation 
leadership include: inadequate coordination and sequencing of reform initiatives, corruption , lack 
of accountability in the public sector, persistent gaps between citizen’s expectations and public 
service delivery as well as duplication of reforms initiatives (G.O.K., 2013). 
It is expected that transformation leadership in the Department of Immigration will lead to better 
educated, trained, motivated and remunerated employees, as well as bring on more commitment 
amongst employees, reduce corruption in service delivery and improved accountability in 
employees.  
Though the above literature supports the implementation of business process reengineering in the 
Department of Immigration, it is important to note that the initiatives are not internally driven 
rather they are caused by external factors. For example, restructuring of the Department was as a 
result of national government reorganization while transformative leadership is implemented 
across all Departments as a national policy. 
4.9 Chapter Summary 
The findings revealed that the Department has utilized results based management, strategic 
planning, Information Communication Technology as well as Business Process Re-engineering  
tools in reforming  public service delivery towards effectiveness and efficiency. Furthermore, this 
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study also revealed that the Department has accrued various benefits as a consequence of these 
tools despite challenges facing their implementation.  
While the above findings are specific to the Department of Immigration, the Public Sector 
Transformation and Performance Contracting Department in the Office of the President has 
documented similar benefits of implementing reform programs across the entire public sector.  
According to the report, the reform programs have enhanced greater transparency in service 
delivery, improved accountability, responsibility in employees, enhanced policy coherence and 
strengthened capacity. These advantages are evident to the Department of Immigration. In the 
chapter that follows, the summary and findings are discussed briefly. 
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                      CHAPTER FIVE: CONCLUSION AND RECOMMENDATIONS 
 
5.1 Summary of Findings 
This study revealed that the Department of Immigration implemented various reform structures in 
an effort to enhance service delivery. Some of the reforms implemented in the Department are: 
results based management, use of ICT and strategic planning. 
As part of results based management, the Department has implemented rapid results initiatives and 
performance contracts. Rapid results initiatives are programs and initiatives aimed at enhancing 
effectiveness and efficiency in service delivery within 100 days timeline. During the period, the 
Department accelerated the implementation of activities and programs. Rapid results initiatives led 
to reduction in the customer service turnaround time, congestion of citizens in at the service points 
and increase in the total number of citizens served. 
Performance contracts in the Department included the setting of targets by individuals and 
evaluation of performance in respect to targets set at the end of the year by the Head of the 
Department or Immediate Supervisors. Performance contracting has led to greater accountability, 
transparency, employee commitment and improved performance. Further, performance 
contracting has made the Department more focused and results oriented.   
Implementation of results based management has faced challenges such as: lack of resources, lack 
of integrity, leadership, discipline and commitment in employees. Furthermore, the results based 
management framework lacks a link between performance and reward.  
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The Department of Immigration undertook strategic planning through the formulation and 
implementation of a strategic plan and service charter. The strategic plan details the vision, 
mission, goals, strategic objectives, performance management framework, activities and programs 
of the Department, resource requirements and performance targets within set timelines.  
This has enhanced greater clarity to employees and citizens on the mandates, core values, goals, 
responsibilities and vision of the Department. As a consequence, service delivery has improved, 
employees have become more committed and citizens have become empowered to demand value 
for money from the Department.  
With regard to the utilisation of Information Communication Technology (ICT), the Department 
has partnered with other government organizations such as Vision 2030 Secretariat Board, the 
Kenya ICT board and the E-Government Directorate of Kenya to implement ICT in service 
delivery at the Department.  
However, the Department has not fully utilized the power of ICT in its operations as most of its 
processes are manual e.g. application for documents and finger print taking and transmission. 
Nonetheless, the Department has integrated ICT in the notification of citizens on the status of their 
applications and readiness of documents for collection. The Department has utilized Local Area 
Networks and Wide Area Networks to link its database to other government agencies. 
Business process reengineering is rarely used in the Department of Immigration. There exists no 
specific literature to support its implementation in the Department. However, BPR is used in the 
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entire government framework through transformative leadership and decentralization of service 
delivery centres. 
5.2 Conclusion 
Governments across the world have implemented various types of reforms in an effort to improve 
service delivery. The Department of Immigration in Kenya has followed suit. The Department 
plays a crucial role of providing identification and travel documents to citizens and has 
implemented a host of reform programs in an effort to increase the speed, efficiency and 
effectiveness of service delivery. Some of the reforms implemented by the Department of 
Immigration in Kenya include: use of ICT, results based management and strategic planning.  
5.2.1 Results Based Management 
Results Based Management (RBM) has been implemented in the Department of Immigration. The 
implementation of RBM in the Department was through the Cabinet Memorandum of 2004 which 
recommended the establishment of a secretariat to oversee and coordinate the implementation of 
results based management in the public sector.  
Results Based Management in the Department of Immigration has been implemented through 
strategic interventions such as: rapid results initiatives, performance contracting, capability 
reviews, results based budgeting and performance appraisal (Njoki, 2011).  
Results Based Management has been effective. The implementation of Results Based Management 
has led to more accountability among employees, increased customer satisfaction, reduction in 
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customer service times, reduction in congestion and waiting times by citizens and integration of 
performance reports in assessing training needs of employees. 
Implementation of Results Based Management has not been without challenges. Challenges facing 
the implementation of results based management initiatives include: inadequate planning and 
preparation of employees, lack of monitoring and evaluation mechanisms as well as visionary 
supervisory capacity, corruption and inadequate staff (Waal, 2010; KACC, 2007; SR&MC, 2010).  
5.2.2 Strategic Planning 
Strategic planning is the process through which an organization sets a series of smart targets, plans 
and mission aimed at propelling the organization towards goals and visions (Felix et al., 2004). 
Strategic planning provides the organization a map through which missions, visions and goals are 
achieved. The Department of Immigration has undertaken strategic planning as part of the reforms 
to enhance service delivery.  
The Department formulated a strategic plan that guides the Department on the goals, visions, 
missions, strategic issues, objectives and strategies to be utilized in attainment of goals. The 
strategic plan is a public document used to deliver services to citizens. Some of the contents of 
strategic planning in the Department include: development of the plan, establishment of an 
organization structure, budgeting and capital planning for the Department, environmental analysis, 
identification of mandates, vision, mission, and identification of activities and programs.  
The impact of strategic planning on service delivery in the Department has been positive leading 
to clarity of mandates, vision, mission and goals to employees and citizens, increase in 
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accountability by employees, faster service delivery, transparency in service delivery, 
empowerment of citizens through information sharing and provision of a redress mechanisms. As 
a consequence, service delivery in the Department has been enhanced. 
On the other hand, challenges affecting the implementation of strategic planning in the 
Department of Immigration included: rigid organization structure and policies, inadequate 
resources, lack of infrastructure and equipment and absence of a link between performance setting, 
attainment and evaluation within the strategic planning framework (Gacheri, 2012). 
5.2.3 Use of ICT 
ICT has been used for service delivery in the Department of Immigration. According to this study, 
information communication technologies such as computers, internet, intranet, Local Area 
Networks, Wide Area Networks and mobile devices have been used to enhance service delivery to 
citizens. Some of the services offered through technology include: notification of status of 
application for travel documents and notification for collection of documents through mobile 
phones. Furthermore, the Department has used the internet (website) to communicate to the 
citizens on the services offered and costs. In addition, ICT has been used to produce tamper proof 
and secure travel documents.  
On the other hand, the Department has not fully utilized the power of ICT to enhance service 
delivery. Most of the processes in the Department are done manually; for instance, collection of 
finger prints, transmission of finger prints and processing of documents. In addition, the 
Department has not interlinked its database to service centers across the country leading to 
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centralization of document production and process to Nairobi.  This has led to slow service 
delivery in the Department.  
This study concludes that the role of ICT in service delivery at the Department of Immigration is 
limited. Challenges associated with the low uptake of ICT in service delivery at the Department of 
Immigration include the huge capital amounts required in automating processes and lack of 
expertise to run the technologies. 
5.2.4 Business Process Reengineering 
Business Process Reengineering (BPR) is rarely implemented at the Department of Immigration 
reform process. This conclusion is derived from the lack of comprehensive literature to support or 
validate use of BPR in the Department. However, the Department has implemented some BPR 
initiatives as part of the overall government strategy rather than its own proactive initiative in an 
effort to reform service delivery. Some of the BPR initiatives implemented in the Department of 
immigration include: decentralization of service centers across the country, restructuring of the 
Department to create a leaner, more efficient workforce, creation of awareness and education 
platforms for citizens as well as use of transformative leadership.  However, all this interventions 
were as a result of external forces rather than internal reengineering. 
5.3 Recommendations 
Based on the findings and conclusions of this study, the following recommendations are made: 
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5.3.1 Results Based Management 
Results Based Management has enhanced reforms in service delivery at the Department of 
Immigration. However, the Department still faces challenges in the implementation of results 
based management. To overcome these challenges, this study recommends that, the Department 
should adequately plan for results based management with adequate budgeting for financial and 
human resources. Further, the Department should make a concerted effort to instil integrity, 
discipline and leadership in the Department so as to offer direction and control on performance 
management.  
Secondly, the Department should seek for alternative sources of financing to reduce its over 
reliance on government funding to implement results based management. Financing for results 
based management can be sourced from development partners. 
Finally, this study recommends that the Department of Immigration should create a clear link 
between performance setting, attainment and review. The performance management framework to 
be formulated should provide a clear relationship between how targets are set, attained and 
reviewed and hereby include a reward system. This is pivotal in sustaining the effectiveness of 
results based management.  
5.3.2 Strategic Planning 
The Department of Immigration has formulated and implemented strategic planning. However, 
various challenges hamper its effectiveness in enhancing service delivery. To overcome these 
challenges, this study recommends that the Department of Immigration should invest in world 
53 
 
class technologies; for example, up to date equipment, infrastructure and regular employee 
training. Furthermore, the Department should engender performance appraisal and management to 
the strategic planning process.  
The Department should implement modern management techniques such as delegation of duties 
and on mentoring to create continuity within the strategic planning framework. This 
recommendation is based on the finding that there is usually a capacity gap when key personnel 
involved in the implementation of the strategic plan are transferred or seek alternative 
employment. 
5.3.3 Use of ICT 
To enhance increase in the use of ICT at the Department of Immigration, this study recommends 
that the Department focuses on the use of modern and cost effective technologies. Essentially, the 
Department should use readily available mechanisms such as social media, online instant 
messaging applications and the Department websites to deal with customer enquiries and 
complaints. These are technologies that do not require capital outlays and yet they are very 
effective in communicating to a large population at negligible costs. 
This study recommends that the Department should utilize cost effective procedures to acquire 
assets. The Department should explore options such as: renting, leasing, outsourcing or purchase 
on credit terms to acquire expensive equipment and technologies. This will ensure that effective 
and efficient service delivery is not premised on future acquisition of technologies.  
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Finally, this study recommends that the Department of Immigration should focus on the 
automation of processes such as access to and completion of application forms, automation of 
payment services and collection as well as transmission of fingerprints. 
5.3.4 Business Process Reengineering 
Business Process Reengineering (BPR) is rarely implemented as an internal initiative within the 
Department of Immigration. This study, therefore, recommends that the Department of 
Immigration explore the use of BPR in enhancing service delivery. 
Furthermore, national directives and policies should be customized to fit strategic goals and 
objectives. The Department should undertake a review of its organization structure and redeploy 
excess staff to new stations or transfer them to other government agencies.  
The Department should adopt a proactive leadership style that enhances transformation of 
employees through delegation of duties, training of employees and exposure of employees to new 
trends in registration of persons. 
Finally, as part of BPR the Department should leverage on ICT to automate some of its processes. 
Processes that can be easily automated include collection and transmission of finger prints, 
completion of forms and payment for services. This is especially in view of the phenomenon 
growth on mobile money transfer and payment services that allow for automation of payment 
services. 
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5.4 Recommendations for Further Studies 
Based on the findings of this study, the researcher recommends future research on: 
1. The study should be replicated to other public organizations (agencies) to allow for 
comparison of the findings of this study. 
2. The study recommends research on the success of public organizations in achieving 
strategic objectives. This is based on the challenges identified facing strategic planning in 
the Department of Immigration. 
3. Finally, this study also recommends future research on the relationship between Business 
Process Reengineering and efficient service delivery. This study will provide insights into 
what extent BPR affects service delivery.   
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